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We were eager to ensure that ethical standards are applied  
throughout our business. We believe that it is through respect for 
the rights of our employees, self-employed service providers and 
others  connected to Hermes’ business that our business will 
remain sustainable and fit for purpose for the world we live in. 
We benefitted from insights provided by Frank Field’s report, Wild  
West Workplaces, as well as media scrutiny of our business. 
We also benefitted from active participation in a Government-led 
discussion on good work2, following on from the 2017  Taylor 
Review into modern working practices.3

Our company prides itself on providing rapid, safe and cost-
effective delivery services. We operate in a fast-paced  
environment which has seen rapid business growth. 

We are aware that these factors heighten the potential for  negative 
impacts on people and we are fully committed to take all the 
actions necessary to ensure that everyone who interacts with our 
business other than a customer or client is treated with respect and 
dignity.  We have placed considerable emphasis over the past 18  
months on measures that will help us convey the importance of our 
Code and ensure working behaviours throughout the company are 
consistent with it. 

This communication provides an update on how we have sought 
to embed respect and dignity throughout our  business over the 
last 18 months, as well as lessons learned  in the process. We have 
sought to follow company practice in disclosure in this area by 
responding to the overarching questions contained in the UN 
Guiding Principles Reporting Framework – the world’s first 
comprehensive guidance for  companies to report on how they 
respect human rights developed by non-profit Shift and 
accountancy firm Mazars4. 
A table which describes where the relevant information  sits is 
at the end of this report. We welcome continuing dialogue 
with our stakeholders on these topics and readers can use the 
following contact details to contact us: 
hermesombudsperson@triponelconsulting.com. 

1 https:// w w w.hermesw orld.com/ en/  

landing-pages/working-conditions/  
code-of-conduct/ 

2 https://www.gov.uk/government/ 

publications/ government-response-  
to-the-taylor-review-of- 

modern-working-practices 
3 https://www.gov.uk/government/ 

publications/good-work-the-taylor-  

review-of-modern-working-practices 
4 http://www.ungpreporting.org/ 

https://www.hermesworld.com/en/landing-pages/working-conditions/code-of-conduct/
https://www.gov.uk/government/publications/government-response-to-the-taylor-review-of-modern-working-practices
https://www.gov.uk/government/publications/good-work-the-taylor-review-of-modern-working-practices
http://www.ungpreporting.org/
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Hermes Code of Conduct Changing Landscapes in Logistics Needs 

Between 2010 and 2014, online annual spending by UK 
cardholders rose by 221%, from £37bn in 2010 to £120bn 
in 2014.5 In 2016, British consumers spent 16%  more online 
than the previous year, and this spending was set to rise 
again by a further 14%  in 2017.6 This growth has been 
fuelled by the continued growth of sales made on 
smartphones. 

Free delivery is now the most important consideration for 
UK consumers buying online, and consumers have come to 
expect it as standard.7 Same-day delivery is emerging as 
the second-most important consideration.8 Consumers 
increasingly desire the ability to track in real time the 
delivery of their parcels, and want a range of delivery 
options that extend beyond dropping a parcel at their 
door. 

To meet these demands, Britain’s leading retailers, both 
online and traditional, require a strong transport 
infrastructure that can provide innovation in the delivery 
of their goods.  They require logistics services that take 
advantage of technological advances, while ensuring the 
sustainability of their business model. 
They require their business partners to provide them  
with the confidence that they respect the human  
rights of those that support the business, whether they 
are employees, self-employed contractors, service 
providers or agency  workers. 

2040 

2018 18% 

95% 

Studies estimate that by 2018, 18% of  all 
retail sales will take place online and  by 
2040, 95% of purchases could be  
facilitated by eCommerce. 

5 https://www.ibtimes.co.uk/uk-online-spending-more-triples-over-last-5- 
years-1509697 

6 https://www.imrg.org/media-and-comment/press-releases/uk-online-  

sales-in-2016/ 

7 https://advantec.co.uk/ecommerce-consumer-behaviour-survey-2017/ 
8 https://advantec.co.uk/ecommerce-consumer-behaviour-survey-2017/ 

https://www.ibtimes.co.uk/uk-online-spending-more-triples-over-last-5-years-1509697
https://www.ibtimes.co.uk/uk-online-spending-more-triples-over-last-5-years-1509697
https://www.imrg.org/media-and-comment/press-releases/uk-online-sales-in-2016/
https://advantec.co.uk/ecommerce-consumer-behaviour-survey-2017/
https://advantec.co.uk/ecommerce-consumer-behaviour-survey-2017/


Hermes Code of Conduct Our Business Page 05 

Questions Contents 

 

Hermes UK delivered 260 million parcels in the UK in 2016  and 
300 million parcels in the UK in 2017.  This number is expected 
to rise again this year.  Hermes has grown by 15%   per year, 
sustained over the past 5 years. Today Hermes turns over circa 
£650m annually. We have our headquarters in Leeds and operate 
3 hubs, 26 depots and 450 sub depots. We also operate over 
4,300 ParcelShops. 

Hermes employs more than 3,000 staff and 800 agency workers.  This 
balance between employment and agency workforce, which is 
standard in the logistics and delivery sector, helps manage  
fluctuations in parcel volume.  Our staff include 350  field managers who 
oversee the services provided by self-employed couriers and sub 
depot controllers.  A network of 15,000 self-employed couriers 
provide regular services to Hermes, the majority working less than 6 
hours per day, 5 days per week. Additional self-employed couriers 
work with us during peak season. 

We are the UK’s largest carrier of parcels  

after Royal Mail and our customers  

include leading high street, catalogue  

and online retailers in the UK, including  

Next, John Lewis, ASOS and Amazon. 

Transport and logistics is a highly seasonal business. For instance, 
during the pre-Christmas ‘peak period’, the volumes of delivery 
double, from approximately 650,000 parcels a day to 1.3 million 
parcels a day.  To illustrate this, on our busiest night of  processing 
during peak last year, Wednesday 29th November, we had a peak 
volume night of circa 1.4 million parcels and we had 18 consecutive 
nights of an excess of 1  million parcels being processed through our 
network over peak season in 2017.  In these periods, Hermes will 
supplement its staff in its depot network with agency workers and 
will use the service of additional couriers to help make sure that no 
one is confronted with an unreasonable volume of parcels to deliver. 

We also engage a range of third party suppliers to provide goods 
and services to us.  These suppliers include suppliers of fleet 
vehicles, sortation equipment, mobile scanning hardware and 
software and cloud-based technology. 

Hermes UK delivered 260 million  
parcels in the UK in 2016 and  300 
million parcels in 
the UK in 2017. 
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We make clear that our “suppliers and service  
providers can expect [us] to comply with the law, 
observe ethical standards and act as a fair  business 
partner.  In turn, Hermes expects its  suppliers and 
service providers to apply the same high 
standards.” 

Our Code provides for the principles which  the 
company and our employees will follow in  the 
course of our relationship and interactions with 
service providers and other suppliers.  It  contains 
our commitments in the areas of  dignity and 
respect, equal opportunities, child labour and 
youth employment, modern slavery and human 
trafficking, remuneration, health and safety and 
bribery and corruption. In particular, the company 
will treat “service providers and suppliers with 
dignity and  respect”; “not expose any service 
provider or supplier to verbal, psychological, 
physical, sexual and/or bodily violence, duress or  
harassment” and “always give reasonable notice 
to any service provider before terminating its 
engagement with them.” 

We further commit to “not discriminate on 
the grounds of colour, nationality  
(including citizenship), national or ethnic 
origin, race, religion, sex, pregnancy, marital  
status, social class, age, sexual orientation,  
disability, political views, membership or non-
membership of a trade union or any  other 
personal characteristic.” 

We “agree contractual charging rates with  
service providers that give service providers the 
ability to earn income that is at least equivalent 
to the hourly rates set out in the National 
Minimum Wage Regulations” and “keep the 
rates under regular review and will make any 
adjustments needed to the rates to ensure that 
Hermes complies with” its Code. Our Code 
provides for similar principles to be followed by 
service providers and suppliers whilst they are 
engaged by Hermes. The company specifically 
“expects its service providers and suppliers to 
ensure that the standards set out in this Code of 
Conduct, and the complaints procedure 
[contained in 

this Code], are passed on to their employees,  
workers and their suppliers.” Where our  
employees and service providers (as well as  the 
employees, the self-employed and suppliers of 
such service providers) have a concern with a  
breach or potential breach of the Code, they are 
encouraged to report their concerns on a 
confidential basis.  This grievance channel is  
further described later in this document. 

We also adopted a separate policy to cover all 
Hermes employees: the Anti-Slavery and  
Human Trafficking Policy.  This separate policy  
conveys our zero tolerance approach to  
modern slavery of any kind and clarifies our  
employees’ responsibility when it comes to 
preventing, detecting and reporting any  
concerns related to modern slavery. 

9 https://www.hermesworld.com/en/landing-pages/  

working-conditions/code-of-conduct/ 
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We also benefited from input from a  

leading law firm with experience in  

developing codes of conduct, as well as the  

compliance model that underpins them. 

Once adopted by our Board in September 2016, we  
communicated the existence of our new Code of Conduct  
widely, including by circulating it to all employees, self-
employed service providers, other suppliers to Hermes and 
attached it to all relevant contracts. We have also ensured that a 
copy is displayed publically at all sub depots. 

The Code of Conduct is issued out to all new employees with their 
contract of employment to give a very clear message that being 
employed by Hermes means complying with our Code of 
Conduct. 

Hermes Code of Conduct 1. Our Policies Page 8 
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For instance, we ran a session in March 2017,  
facilitated by Business and Human Rights  
Ombudsperson Anna Triponel, to discuss what  
human rights respect for all who work for us  
means in the context of our business. Senior  
managers remarked that the implementation of 
the Code was starting to lead to changed  
behaviours on the ground and, coupled with  
the new underlying processes, was helping field 
managers understand how to be a  ‘quality 
manager.’  The commitment contained therein 
provided field managers with the confidence 
that the business will support them when they 
are taking decisions related to couriers that are 
aligned with the Code. 

We also held a specific session to discuss the  
importance of the Code of Conduct at our  
Annual 2017 Meeting bringing together all of  
the senior managers in our depot operation. 

In early 2018, the Hermes UK Board of Directors 
approved a 2018/19 Human Rights Strategy (the 
Strategy). This Strategy was developed by the 
General Counsel and the external  
Ombudsperson, with input from various field 
managers, sub depot controllers and couriers as 
well as based on the learnings from complaints 
received to date. 

The Strategy has four key pillars which relate to 
(i) strengthening the tone from the top, 
(ii) reviewing the company’s business targets, 
(iii) strengthening engagement and 
(iv) engaging in public communication. 

An immediate next step related to reiterating  
our commitment now that we have a new  
Chief Executive Officer, Martijn de Lange. 
Our external Ombudsperson, Anna Triponel,  
recorded an interview with our CEO to help  
convey the importance of the values contained in 
the Code. 

The audit committee has a particular role to play in integrating  
findings on labour rights into our decision-making processes and 
actions. The audit committee is comprised of the General Counsel, 
Director of Delivery Experience, Director of Hubs and Trunking and 
the Director of Human Resources. Audit committee meetings take 
place quarterly and discuss such matters as the tracking of the 
implementation of the Code, lessons learned from embedding the 
Code and recommendations received from our Business and 
Human Rights Ombudsperson. 
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We identified that the majority of recent cases of  dissatisfaction 
from our couriers stemmed from cases where field managers did 
not respond well to requests for time off, or ceased services in a way 
that was viewed as disrespectful. We therefore developed specific 
Standard Operating Procedures (SOPs) for our field managers to 
provide guidance on what kind of behaviour would be expected in 
these circumstances. 

• A new SOP on Round Cover Process – Advanced Notice provides 
guidance on the correct procedural process for field 
managers to follow should a courier be unable or unwilling 
to provide services due to taking a holiday or other time off. 

• A new SOP on Round Cover Process – Short Notice  provides 
guidance on the correct procedural process for field managers 
to follow should a courier be unable to provide services to 
Hermes due to individual circumstances outside the control of 
the courier. 

This SOP specifically provides that  

“should a courier face exceptional  

circumstances which impact their ability  

to deliver services to Hermes, they  

should be treated with empathy and  

given reassurance that their round(s)  

will remain available to them when they  

are able to resume service delivery.” 

Examples of exceptional circumstances include;  bereavement, 
car theft, sickness, hospitalisation, going into labour prior to the 
expected date of delivery, family/child sickness, extreme 
weather conditions and flight delays. 

We identified these categories based on feedback we had  
received from couriers, and we make clear in the SOP that  there 
may be other exceptional circumstances couriers are faced 
with. 

• A new SOP on Termination of Contract by Hermes  provides 
guidance for field managers regarding the process to follow 
when terminating a courier contract.  This process is formulated 
to enable our employees “to comply with their  obligation to 
treat couriers with dignity and respect, even in the most difficult 
circumstances.”  In this SOP, we make clear that couriers may be 
in extenuating circumstances, such as illness of a family  
member, that a field manager needs to enquire about. Couriers 
dealing with a serious adverse life event should be provided 
support by field managers and not be subject to a termination 
of contract. 
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• A new SOP on Issuing Improvement  Notices 
provides guidance to field managers on how to notify a 
courier that his/her services have been below the  
required standard where there has been a sustained  
period of poor performance of services as measured by 
known and agreed service levels. 

• A new SOP on Rate Review 
provides guidance to field managers regarding the process to 
follow when couriers request a rate review on a round that 
they provide services on.  In particular, the negotiations should 
take place face to face and under no circumstances should they 
lead to a reduction in the current round rate. 
This SOP also helps us ensure that all of our rounds enable  
couriers to earn income that is above the baseline set by the 
business (currently, £9.10 per hour). 

We have distributed these SOPs to all field teams and we have  
conducted training, with an overall completion rate of 68% to date. 
We have communicated the processes set out in these SOPs to all 
couriers.  We are also striving to put systems in  place that support 
the rolling out of these SOPs. 

A notable example relates to a courier marketplace system that 
we are creating. This is a platform intended to facilitate  
connections and conversations between couriers and cover  
couriers to make it easier for couriers to find covers for rounds. This 
system will be rolled out in time for peak 2018-2019. 

We have received feedback from our field managers that these 
SOPs have proven particularly helpful as they help field managers 
know what is expected when requests come in that may be 
detrimental to the business in the short-term. 

These SOPs have helped convey that  

empathy and respect come first, and  

go hand in hand with our business.  

These SOPs have also helped ensure  

a certain consistency of treatment 

amongst our couriers, consistent with  

our Code of Conduct. 

(continued) 
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We realised that time and cost pressures can be at odds with 
respect for our Code of Conduct. Business targets can convey the 
message that the company believes that speed and low cost of 
delivery should always come first, even where this may be at the  
expense of compliance with the Code. 

We need to ensure that where field managers do take the time to 
address courier concerns in line with the Code, they are not  
penalised for it as the time spent addressing the situation may  
prevent them from meeting their business targets. 

We are undertaking a program of work  

with our Ombudsperson, as part of 

our Board-approved 2018 Strategy, to  

review, revise and further develop our  

business targets so that they fully support  

the embedding of respect and dignity  

throughout our business. 

In parallel, we are strengthening the competency-based pay 
structure for  our employees.  Field managers are assessed based 
on how engaged their couriers are, which will be assessed 
through surveys as well as face-to-face focus groups. 

Hermes Code of Conduct 2. Embedding Respect and Dignity Page 13 



Questions Contents 

   
In parallel, we carried out a risk assessment of our top 100  
suppliers (i.e., those with an annual spend greater than 
£200,000) and the next 100 suppliers (i.e., those with an annual  
spend of £100,000 - £200,000). We have communicated with 
the majority of these suppliers to make them aware of the 
standards set out in our Code of Conduct and we have asked 
them to acknowledge and agree to the terms. 

Moving forward, our procurement procedures now include  
information related to our Code and modern slavery. 

A number of our clients are part of  

the new Fast Forward initiative, a  

collaborative initiative amongst major  

UK retailers to build legal and ethical  

labour standards compliance in the 

supply base.  We participated in ethical  

compliance training and we have agreed  

to allow any audit of our business that  

is required by our clients as part of 
this Fast Forward initiative. 

Hermes Code of Conduct 2. Embedding Respect and Dignity Page 14 
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Further, our work has highlighted the importance of viewing the 
full spectrum of individuals connected to our business. 
This includes employees, employees of (and supplier to) our 
suppliers, agency workers and self-employed Service Providers. 
We started our human rights due diligence efforts by  
seeking to hear from those who work for or with us. 

We sought to structure consultations in such a way as to hear 
concerns, feedback and suggestions for improvement, while 
guaranteeing non-retaliation for views expressed. 
Our efforts to date are described on the following pages. 
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One of the questions tested was whether couriers felt that they  
were treated respectfully by their field manager and whether they 
received support from their field manager.  We also invited all service 
providers to take part in a detailed survey in May 2017.  The 
company received approximately 3,000 responses from this. 
Another survey of 1,000 randomly selected couriers served as a 
basis for our submission to the Prime Minister -  commissioned 
Review of Modern Working Practices. 

These focus groups and surveys provided us insights into the levels 
of satisfaction of our couriers.  Those couriers who chose to work with 
Hermes because of the flexible hours the work provides were 
particularly satisfied with the work. Where couriers felt that they 
were supported and received fair pay, they in turn felt respected, 
wished to continue to provide services to Hermes and trusted the 
company. Issues raised by couriers included request for support 
from Hermes for round cover where the courier has been unable to 
arrange it, delays with the lorries bringing the packages to be 
delivered which in turn negatively impacts the couriers’ ability to 
deliver parcels, and issues with the hand held terminal technology 
couriers use. 

We put in place an action plan to address the key concerns raised 
by couriers, which included investing £18 million in  
improvements to our hand held terminal technology, putting  
measures in place to prevent the late arrival of lorries and  
communicating any late arrival to couriers, and creating relevant 
Standard Operating Procedures to support round cover (as 
described previously). 

We also run a forum, the Lifestyle Couriers Forum10, which is 
open to all couriers to discuss any issues of concern to 
them. We have heard from a number of couriers that this is a  
particularly valuable mechanism to discuss topics between  
themselves as well as with Hermes, before they become  
grievances.  As a recent example, we have made a number of  
changes to our hand held terminal technology in response to  
concerns voiced and suggestions provided on this forum. We see 
this online platform as an example of using technology to give a 
stronger voice to the self-employed, as recommended in Chapter 
10 of Good Work: The Taylor Review of Modern Working Practices. 

We have launched the Delivery Transformation Project to  
accelerate innovation throughout the business. In particular, this 
project seeks to improve the way we work with our couriers. It 
includes a number of components, with an emphasis on 
strengthening engagement with couriers as well the support for 
couriers provided by the field teams to couriers. 

We asked couriers again this year whether 

they would like to have a collective voice  

in discussions with Hermes, and we are  

awaiting the results. We will move this  

discussion forward if we hear that over  

50% of couriers would like to explore 
this possibility. 

Hermes engaged one of the UK’s leading law firms to help  
identify the best form of representation for its couriers. 
We considered a number of different options, ranging from  
establishing a not-for-profit membership owned organisation with 
seed money from Hermes to represent couriers, to  engaging 
further with trade unions or utilising the Lifestyle  Couriers Forum as 
a way of providing couriers a collective voice. 

We tested these options with our couriers as part of our 2017  courier 
survey.  We asked couriers whether they “would like the 
opportunity to join other couriers and have a collective voice in 
discussions with Hermes.” 45% of respondents said yes, and 55% of 
respondents said no. Those who wished to have a channel for 
collective voice expressed a preference for electing members of the 
courier population to represent them. 

10 http://www.lifestylecouriers.net/viewforum.php?f=5 
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We carried out focus groups through a third party with our field 
teams to hear their concerns and determine how else we might 
make their work easier.  We always look for ways to better 
support our field managers.  Further, as part of the Delivery 
Transformation Project, we will be seeking to organise ‘job 
chats’ between our divisional managers and regional  
divisional managers, as well as between regional divisional  
managers and field managers. 

Hermes has a long-standing history of working collaboratively with 
trade unions and has recognised the USDAW union which 
represents the interests of many staff.  Hermes is aware of the 
importance of strong ongoing dialogue and collective  
representation through cooperative structures. 

This included interviews with a range  of 
different individuals connected to our 
business.  Findings from these audits include  
inconsistency across depots and sub depots on 
knowledge of the Code of Conduct, that  
withdrawal of services is still sometimes  
threatened by field managers, invoices are  
clearer but could still be improved, and  
documentation of health and safety processes 
can be lacking. 

The Hermes audit committee will work to  
ensure that the findings from these audits wil6l 
be acted upon so that trust in the Code  
continues to grow. We are aware of the  
limitations of audits in the social compliance  
area, and we are seeking to strengthen 
our audits over time so that they capture  
meaningful information for us on how our  
Code is being embedded in practice. 
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We realised that earning a National Living Wage as a courier is less 
advantageous than earning the National Living Wage as an 
employee, since employees receive benefits such as paid leave and 
retirement.  We wished to ensure that couriers are paid above 
National Living Wage so that they can make their own  
arrangements in this  regard. 

In 2017, we committed to a fair pay target: we only agreed rates 
that gave couriers the ability to earn, after expenses, £8.50 per 
hour at a minimum. This commitment led to an  increase in 
our costs by £7 million. We reviewed the cost model used to set 
our courier rates through an analysis of one year’s worth of 
parcel volume and time data from approximately 10%  of our 
regular couriers (some 1,000 individuals) and with input from 
one of the ‘Big Four’ international accountancy firms. 
We calculated that in 2017, Hermes couriers’ average earnings were 
£10.60 after expenses (£12.20 per hour gross), which is 41%  above 
the National Living Wage. 

We are intent on increasing the agreed courier rates over  time. 
Currently, the minimum benchmark for courier earning  potential 
is set at £9.10 an hour after expenses (using HMRC guidelines on 
fuel and depreciation), which is 16.2% above the  National Living 
Wage of £7.83.  As a result of this increase, our data shows that over 
the course of a year our average courier rate is £10.88 per hour, after 
expenses. 

We put a number of measures in place 

to help us ensure that our fair pay target  

(of £8.50 in 2017 and £9.10 in early 2018) 

is met at a minimum.  We are rolling out a 

new system that helps ensure that we  

meet our commitment. 

When the Company decides to increase its fair pay target, this will 
trigger hundreds (if not thousands) of rate reviews to increase the 
rates paid.  The increase to £8.50 in 2017 triggered 3,000 rate 
reviews.  Field managers make it clear that couriers are free to 
initiate a rate review at any time if they believe they were being 
paid below our commitment, and this  message is reinforced by 
communications made by Hermes on the Couriers Online platform. 

Where couriers are not working in dense areas, their  piecework 
rates are adjusted accordingly.  By way of example, piecework rates 
vary from 45p in dense urban areas where a  courier might 
realistically deliver 20 or 30 parcels in an hour, to around £1.50 per 
parcel where 7 or 8 deliveries an hour is more realistic.  Furthermore, 
the number of parcels per round is pre-determined, and typically 
ranges from 50 to 80 parcels.  This in turn minimises income 
volatility.  We do not unfairly deduct  funds from couriers.  For 
instance, we have never and would never fine couriers for not being 
present to deliver a round. 

As part of the Delivery Transformation Project, we have  put in 
place a procedure that enables couriers to request a rate review 
at any time and we have started to track rate review requests to 
ensure that they are responded to in a reasonable amount of 
time.  Based on this process, there were more than 8,000 
locally negotiated rate reviews upwards  during the course of 2017.  
We have also considerably improved the clarity of the monthly 
earnings statements that couriers receive. Each statement now 
clearly sets out the rates  that the courier receives and the number of 
each category of parcel that they have delivered.  We also confirm all 
round rates with couriers in advance via email.  We have heard from  
couriers that this clarity is welcomed. 
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In July 2016, we established an internal Service Provider  
Complaints Panel (the Panel) that is independent of the  
operational part of our business. Couriers can raise all complaints 
of breach of the Code with the Panel, either through an 
independent whistle blower hotline run by an  external third 
party or through an internal escalation process. We have also 
appointed Business and Human Rights Advisor Anna Triponel as our 
external independent Ombudsperson. 
The Ombudsperson provides recommendations on remedy for  
human rights-related complaints as well as suggestions to the audit 
committee for strengthening our policies and processes, based on 
the learnings from complaints received. 
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(continued) 

We circulated a personal letter to all couriers  
informing them of its creation. For all new  
couriers, the Code of Conduct is referenced in 
their contract, and each courier receives 
a copy of the Code and the grievance  
mechanism it provides for.  Every month, we 
provide updates on Panel decisions to 
couriers in The Hermes Courier, our monthly  
newsletter circulated to all couriers. We also  
used The Hermes Courier to introduce our Panel 
members and Ombudsperson, placing a 
spotlight on a different individual each month. 
This helps familiarise couriers with the 
background of our Panel members and  
Ombudsperson and reminds couriers of the  
availability of this channel. 

As of March 2018, we had received 286  
complaints since the channel was created.  This is 
an average of 5.2 complaints per week, with the 
ratio of complaints to couriers being 
approximately 1  complaint for every 42 couriers.  To 
date, out of the 250 closed complaints, Hermes is 
at fault for half of the complaints. 
The highest number of complaints fall into the  
following categories: remuneration, business  
treatment and ethics, and withdrawal of 
services.  Examples of actions the company has 
taken in response to grievances raised by couriers 
include offering rounds back to a  courier, 
discussing with a field team how to be more 
empathetic when looking to support couriers 
and providing goodwill payments to couriers. 
Other actions include conveying to field teams 
the importance of communication with service 
providers in the first instance and reiterating to 
service providers the importance of providing 
sufficient notice and cover details when a service 
provider takes annual leave. 

The Hermes Ombudsperson provides  
recommendations to the Panel on the  
complaints that are viewed as more serious in 
nature. By way of example, Ombudsperson 
recommendations have led to a reinstatement of 
the courier and an apology by the field  
manager, assistance to a sub depot to  
strengthen its policies and processes, and  
measures for supporting field managers and  
couriers in finding replacement couriers and  
strengthening the training provided to field  
managers. Although the Ombudsperson can  
deal with complaints directly, in practice we have 
found that it can be challenging to determine 
exactly when a complaint arises to the level of a 
human rights complaint and therefore the Panel 
and the Ombudsperson work together on certain 
complaints to strengthen the company’s 
response.  This way we benefit from guidance 
from the soft law contained in the UN Guiding 
Principles on Business and Human Rights. 

The Panel prepares quarterly updates for our  
Chief Executive Officer, senior management and 
audit committee members which describe what 
the data from the grievances is telling us, the 
common themes we are seeing, what the 
company has learnt so far and what we need to 
do moving forward. Trends arising from the 
grievances raised are forwarded to the company’s 
field teams.  This in turn assists in increasing 
awareness of what implementing our Code looks 
like in practice. In addition, members of the Panel 
have attended regional meetings and panel ‘road 
shows’ in order to discuss trends, the Code of 
Conduct and  the impacts of their decisions. 
Finally, the Ombudsperson provides 
recommendations to senior management 
regarding how to prevent grievances from 
occurring in the first place, which in turn fed into 
our recent Board-approved Human Rights Strategy. 
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We realised in 2016 that there were a number of situations faced 
by couriers that senior management had not been aware of.   An 
assumption was being made at the field team level that business 
interests should come before respecting couriers with respect 
and dignity.  This resulted in business decisions that clearly go 
against what we stand for as a business. While we apologised 
for these individual business decisions, we know that moving 
forward it is imperative to ensure that field teams are aware that 
respect and dignity form the foundation of our business and 
should always come first, including where this could be 
detrimental to the business in the short term. Communications, 
awareness raising and trainings can only go so far.  Our 2018 
Board-approved Strategy is a recognition of the reality that 
business incentives driving the workforce need to be aligned  
with respect and dignity. This will be an important part of our 
work moving forward. 

2 
We realised that, with the fast pace at which the business had  
grown, we had not paid sufficient attention to building the  
necessary channels for us to hear from the people who work for and 
with us on the quality of the work provided. Providing the 
opportunity for those connected to our business to raise concerns 
and provide feedback through in-person sessions and focus 
groups has proven particularly helpful. Some of the issues raised 
were newer to us and has led us to strengthen our processes and 
in turn enhance general satisfaction. 
Moving forward into 2018, this forms a key part of our 2018  
Human Rights Strategy.  In particular, the Ombudsperson will be 
running a select number of consultations in areas that have seen 
the highest number of severe complaints. These consultations 
will be organised separately with couriers, sub depot controllers 
and field managers and will provide the opportunity for an open 
discussion about working conditions and business processes to 
provide valuable feedback to the Company. 
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Our social compliance model, in the form of the Panel and  
Ombudsperson, has proven particularly valuable for us. Not only 
does this mechanism enable individuals to access remedy where 
needed, it also shines a spotlight into working practices at depot 
and sub depot levels and conveys the findings back up to senior 
management.  This in turn enables us to strengthen our working 
practices moving forward.  While we welcome the complaints, we 
are eager to address issues before they become complaints. For 
instance, the Panel has received 135 pay cases since it was created. 
By improving the processes for pay cases to be resolved at the field 
level, we hope this will free up the Panel’s ability to focus on 
complaints that may be more serious in nature, such as those 
related to withdrawal of services and respect and dignity. We have 
found that it takes longer to investigate and address complaints 
than we initially thought and it is important to ensure the Panel is 
adequately resourced to carry out its functions. 

3  4 
We are seeing a number of changes taking place in the  
logistics sector.  An ever-increasing number of consumers are 
ordering online.  They are seeking free and same-day, or next-
day, delivery.  This increases the pressure on those working in 
the logistics sector to deliver rapidly and at a satisfactory price. 
While we are intent on being ahead of the curve when it 
comes to technological advances, these advances too may 
have their own impact on people. We are determined to play 
a role when it comes to enabling the sector to grow in a way 
that puts people first. We wish to start conversations with our 
clients on this front. 

(continued) 

We have come a long way, but we  

still have a lot of work to do.  We 

are  now focused on implementing 

our 2018/19 Human Rights Strategy 

to further  embed respect and 

dignity. We firmly  believe that the 

rise in online purchases that are 

delivered directly to customers can 

benefit all of the people involved 
in the logistic sector, whether employed 

or self-employed, so long as the focus  

is on respect and dignity for all. 
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07-08 

08-14 

16 

16-19 

08 

What does the company say publicly about its  
commitment to respect human rights? 

How does the company demonstrate the importance it 
attaches to the implementation of its human 
rights commitment? 

Statement of salient issues: State the salient human rights  
issues associated with the company’s activities and business 
relationships during the reporting period. 

Determination of salient issues: Describe how the salient  
human rights issues were determined, including any input  
from stakeholders. 

Does the company have any specific policies that address its 
salient human rights issues and, if so, what are they? 

16-19 

16-19 

19-22 

16 

24-25 

What is the company’s approach to engagement with  
stakeholders in relation to each salient human rights issue? 

How does the company identify any changes in the nature of 
each salient human rights issue over time? 

How does the company integrate its findings about each 
salient human rights issue into its decision-making  
processes and actions? 

How does the company know if its efforts to address each  
salient human rights issue are effective in practice? 

How does the company enable effective remedy if people are 
harmed by its actions or decisions in relation to a  salient 
human rights issue? 
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